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Reception immediately following
where he has studied higher educa-
tion as a context for service marketing 
practice. This research stream has 
produced eight refereed academic 
journal articles to date, several of which 
have been widely cited in the ongoing 
discussion of the marketization of high-
er education. 
Tonight’s lecture first briefly describes 
the evolution and history of Professor 
Taylor’s 25 years of research produc-
tivity. To date, his studies have been 
cited nearly 26,000 times in academic 
research. He will then provide three 
examples of his published studies. 
The first example includes a series of 
several studies related to digital piracy 
as part of the Digital Citizenship Project 
at Illinois State University. The second 
example involves an overview of his 
research stream wherein professor 
Taylor has advanced emerging service 
theory to his practices as an educator. 
Finally, professor Taylor will briefly 
review a promising theoretical work in 
progress involving the definition and 
role of value propositions in service 
marketing theory and practice. After 
the lecture, there will be an opportunity 
for questions from the audience.
About Tonight’s Lecture
Marketing in a Digitally 
Transformed World
Professor Taylor’s early work helped appropriately 
conceptualize the concept of service quality, 
clarified how to measure service quality distinctly 
from satisfaction, and visualized the unique roles 
of service quality and satisfaction judgments in 
the processes underlying observed marketing 
behaviors.
Steven Taylor is an internationally 
recognized marketing scholar who spe-
cializes in service marketing research 
and practice. Service marketing has 
evolved over the course of his career 
from an early emphasis on intangible 
additions to the products exchanged in 
the economy (e.g., customer service) 
to today’s whole new theoretical logic 
involving co-creating value by doing 
something for another actor. Tonight’s 
lecture presents a glimpse into how 
marketing theory and practice have 
changed over the last two and a half 
decades and Professor Taylor’s contri-
butions to this evolution.
Service marketing theory has also 
been profoundly influenced by digital 
transformation phenomena, which are 
generally related to the rapid adop-
tion of computer technology and the 
digitization of knowledge as a resource 
in marketing theory and practice. 
Professor Taylor’s early work helped 
appropriately conceptualize the con-
cept of service quality, clarified how to 
measure service quality distinctly from 
satisfaction, and visualized the unique 
roles of service quality and satisfaction 
judgments in the processes underlying 
observed marketing behaviors. In fact, 
his first published journal article was in 
the marketing discipline’s top journal 
(Journal of Marketing) and remains 
among the most frequently cited arti-
cles in the history of service marketing 
literature. 
Following his early work on service 
quality and customer satisfaction, 
Professor Taylor embraced a wider, 
multidisciplinary approach to the study 
of service marketing through a focus 
on the more general judgment and 
decision making (J/DM) and social 
psychology literatures. His work in this 
area has been published both within 
marketing (e.g., Psychology & Market-
ing and Journal of Service Research) 
as well as in general social psychology 
outlets such as the British Journal of 
Social Psychology. Professor Taylor fur-
ther approached his ongoing research 
stream related to social psychology 
and J/DM through the conceptual lens 
of the digital transformation of service 
marketing theory and practice. This 
produced a research stream related to 
digital piracy and his current theoretical 
work related to digital marketing. 
During his career, Professor Taylor 
has also independently maintained 
an ongoing stream of  Scholarship of 
Teaching and Learning (SoTL) research 
Prior to entering academics, Profes-
sor Taylor was a practicing business 
professional as a hospital laboratory 
technician, chemistry technician (drug 
screening), pharmaceutical sales repre-
sentative, and a hospital administrator. 
He served two tours of active military 
service in the United States Navy, as an 
enlisted laboratory technician (1975-
1979) and as a Medical Service Corps 
officer (1986-1989).
Professor Taylor joined the Department 
of Marketing at Illinois State University 
in 1992, the year he received his Ph.D. 
from Florida State University. He be-
came a Professor of Marketing in 2001 
and is internationally recognized for his 
scholarly research in the areas of ser-
vice marketing, marketing and higher 
education, and digital marketing.
Professor Taylor’s research in helping 
to better understand the evolution of 
service marketing theory and practice 
has been widely cited, including more 
than 60 refereed journal articles (plus 
a book, book chapters, proceedings, 
etc.). As of early August 2018, Google 
Scholar notes nearly 26,000 scholarly 
citations of his work, involving research-
ers from more than 20 countries world-
wide. He has also been a long-time 
member of the editorial review boards 
of two prestigious marketing journals, 
the Journal of the Academy of Market-
ing Science and the Journal of Service 
Management. He has been a long-term 
co-editor of the Journal of Consumer 
Satisfaction, Dissatisfaction and Com-
plaining Behavior and is a founding 
editorial review board member of the 
highly influential Journal of Service 
Research, for which he was named the 
Outstanding Reviewer in 2007.  
Professor Taylor has also been well rec-
ognized for his research at Illinois State 
University. In 1995 he received the 
University Research Initiative Award. 
In both 1997 and 2011 he received the 
College of Business Outstanding Re-
search Award. In 2013, he received  
the Outstanding University Researcher  
Award. He was also named the inau-
gural Hobart and Marian Hinderliter 
Endowed Professor in the College of 
Business for 2012-2013.
Professor Taylor also greatly values 
his role as an educator. He has been 
recognized as an exceptional teacher, 
having won the University Teaching 
Initiative Award in 1997 and the college 
Manahan Family Award for Teaching 
Excellence in Business award in 2001. 
Professor Taylor further strives to link 
his teaching and research activities 
through (1) a long-term active SoTL 
research stream, and (2) frequently 
involving both undergraduate and 
graduate students as coauthors and/
or research assistants in scholarly 
publication projects. Professor Taylor 
has also been an active mentor for 
both students and junior faculty. He 
has served as the College of Business 
mentor for first-generation students 
and for students from underrepresent-
ed groups since 1995. He also regu-
larly mentors small teams of students 
through year-long projects that are 
presented at the University’s annual 
Research Symposium. 
Professor Taylor has been married 
to the former Michel Rudovsky for 
34 years. They have three children 
(Aubrey, Benjamin, and Alexander) 
and a granddaughter named Ruby. 
He is forever indebted to his family for 
their unconditional love, support and, 
inspiration.
Professor Taylor’s research in helping 
to better understand the evolution of 
service marketing theory and practice 
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